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June 26, 2007

Ms. Marlene H. Dortch

Office of the Secretary

Federal Communications Commission
445 12" Street, SW, Rm. TW-B204
Washington, DC 20554

Overnight Mail: DHL

RE: CG Docket 03-0123
Public Notice DA 07-2762
Released: June 22, 2007

Dear Ms. Dortch:
As directed in the above-mentioned Docket, enclosed please find four copies of the following:

e The State of Illinois’ Sprint TRS and CapTel Annual Complaint Logs, which includes
the number of complaints received for the period June 1, 2006 through May 31, 2007,
that allege a violation of the federal TRS mandatory minimum standards, the date of the
complaint, the nature of the complaint, the date of its resolution and an explanation of
the resolution.

A CD (formatted in IBM compatible format) of the Annual Complaint Log is also enclosed.
In addition, staff of the Illinois Commerce Commission, regulatory agency of the State of lllinois

for the ITAC TRS Program, reported that no TRS or CapTel complaints elevated to that agency
from June 1, 2006 through May 31, 2007.

No. of Copies rec'd l ) )(: k[é
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Please contact me if you require any additional information.

Sincerely,

Patty Kress,
Assistant Director

cc: Emma Danielson, [llinois Account Manager, Sprint Relay (without disk)
Christy Pound, Illinois Commerce Commission, [TAC/ITAP Liaison (without disk)

Arlene Alexander, Federal Communications Commission (via electronic e-mail w/out
disk)

Enclosures:  Attachment #1: Four Copies of Annual Illinois TRS Complaint Log and CapTel
Complaint Log
1 — CD of Annual TRS Complaint Log for Illinots




Sprint )’ Sprint Nextai C. Emma Daielaon

2055 W. lles Avenue, Suite D Program Manager
Together with NEXTEL Springfield, IL 62704 Email: emma.danielzan@eprint.com
(217) 698.4021 Voice
(877) 698.5520 TTY
(217) 698.3853 Fax

June 14, 2007

Ms. Trudy Snell, Executive Director

lliinois Telecommunications Access Corporation
3001 Montvale Drive, Suite D

Springfield, IL 62704

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech Services for
Individuals with Hearing and Speech Disabilities, CG Docket No. 03-123

Dear Ms. Snell,

Sprint has provided you the foliowing information to support your filing with the FCC for the State of
Hinois:

¢ An annual Complaint Log which includes complaints received between June 1, 2006 and May
31, 2007 with the date of complaint, the nature of the complaint, the date of its resolution, and
an explanation of the resolution.

As mandated by the Federal Communications Commission (FCC), Sprint has maintained a log of all
consumer complaints that allege a violation of the federal minimum standards for Telecommunications
Relay Services and is providing you with a summary to file with the FCC. You must reference to the
CG Docket 03-123 in the subject line, as done above.

In its Public Notice, the FCC requests information concerning the total number of interstate relay calls
by type. This information is not currently required by the Rules, and the FCC cannet impose additional
reporting requirements absent a rulemaking and absent approval from the Office of Management and
Budget. In fact, the staff has informed Sprint that the provision of call volume data will be voluntary.
Thus, you are not required to provide the number of relay calls with your reports and your submission
will be considered to be in compliance with the Rules without such information.

Sprint has decided to provide information to the FCC concerning the number of calls. However, Sprint
will do so under seal since call volume information is proprietary and confidential. Sprint believes that
the more relevant number for comparison with the total number of complaints is the total number of
outbound calis.

Piease note that for your state you must send (1) an original and four copies of the printed report and
(2) an electronic copy of the complaint log on a CD (formatted in an IBM compatible format using Word
97 or compatible software) on or before Monday, July 2, 2007. These items should be sent to the
Commission’s Secretary (via US Postal Service, First Class Mail, Express Mail or Priority Mail):




Marlene H. Dortch,

Office of the Secretary
Federal Communications Commission

445 12" St., SW, Rm TW-B204
Washington, DC 20554

Please alsc note that your state is also encouraged to send an additional printed copy on or before July
2. to the Consumer & Governmental Affairs Bureau of the FCC to:

ATTN: Pam Gregory

Federal Communications Commission
Consumer & Governmental Affairs Bureau
445 12" St., SW, Rm 3-C417
Washington, DC 20554

Should you have any questions concerming this report, please contact me.

Sincerely,

C. Emma Danieison

Program Manager
Hinois Relay

Attachments:
1) Log Sheets
2)CD




Complaint Tracking for IL (06/01/2006-05/31/2007}). Total Customer Contacts: 125

& INGP|

JUN27 20

Nature of Complaint

Date of Resolution

ECC - MAIl RC

Explanation of Resolution

Customer stated that people could not hear her when she uses IL relay service,
hat her voice fades in and out on her out going calls.

Resolution is pending and
will be completed within the
required 180 days

-

Apologized for the problem and assured that the complaint wo
as stated. No call back requested. Trouble ticket was created.
lissue and it is being researched.

CA did not wait for "GA" when given dialing number. Custorner wanted to give
specific instructions and call was placed without being given instructions.

.

05/25/07

-

Team leader spoke to agent about waiting for the caller's Go £

ITY customer stated operator typed, “recording playing” and did not type out
he recording and then hung up.

—

05/16/07

-

Supervisor met with agent who stated she consistently follows
Jprocedures and was able to demonstrate those procedures. M
unsuccessful attempts to contact customer via e-mail to get fu
for a clear understanding of what happened. Closing ticket due
reach customer.

At approximately 9:30 Eastern, voice customer tried to reach deaf cousin. Agen
lialed number and voice mail was reached. Agent waited until the voice mail
sompletely played out and went back to the customer to let her know it was
rolce mail. Customer had agent redial. Same thing happened. Customer did nol
ike this and stated it wasted her time because the agent should have let her
cnow right away it was the voice mail. Customer stated she had previously tried]
o tell a different supervisor (didn't get name or ID) and the supervisor hung up
on her.

—

05/12/07

-

Apologized to the customer, told her we appreciated her busin
[forward this to the appropriate center. Wants a follow up ¢all. /
comect procedures by listening to the recording and making st
weren't at the end of the message due to the voice customer st
my deaf cousin.” Made three unsuccessful attempts to inform
the agent followed correct procedures; repeatedly received m:
subscriber you are trying to reach is not accepting incoming c:
due to inability to reach customer.

sustorner stated that CA typed out answering machine message and sent
several macros when he had customer notes to the effect of "do not use macroﬂ
ther than ring macro” and "do not type msg/recording at anytime unless asked."
ustomer then stated CA "talked back” saying the call was being processed
'according to how he was trained and to the best of his abilities.”

05/01/07

Apologized to customer and assured customer that CA would
regarding these concerns. Met with CA and coached on impor
customer notes.

~aptions - dropped characters/garbled text

—

04/30/07

Customer shared feedback regarding dropped characters in the
for incidence and thanked customer for the feedback and sugg
document the date, time and CA number for more specific follg
also was advised to try a different phone jack or phone cord fo
connection.

On 4-18-2007 at approx. 9:10 AM, voice customer made a calt o a TTY user
ind during the call, she could not understand what the operator said, so she
isked her to repeat. The operator would not repeat the TTY text to the voice
ustomer. The customer also stated that the operator was rude and in a "snotty’
one told the customer she would have to type everything back to the TTY user
ind could not be invelved in the conversation. Customer said other operators
1ave repeated in the past and doesn't know why this one wouldn't.

—

04/27/07

=

Supervisor apologized and told the customer this CA would be
protocol for repeating procedures and her rudeness. No foliow




Disconnect/Reconnect during calls

04/27/07

—

Sent customer information expiaining the difference between
and a traditional phone. Explained to customer why disconneq
might occur and sent e-mail with tips to reduce occurrence.

Customer said that Agent hung up on her after she had given the calling to
number. The caller would like a follow up call; specifically, she wants agent to
apologize personally.

04/18/07

ny

Supervisor met with agent who stated she asked customer if {
Iplace another call and got no response. Agent stated she wou
up on a customer. Agent demonstrated knowledge of consequ
disconnecting a customer. Agent was coached on proper disce
and now understands. Made three unsuccessful attempts to fi
customer, There was no answering machine to leave a mess:
attempts. Closing ticket due to inability to reach customer.

TTY customer was upset when the CA sent "One moment please® after she
dialed out a number. He said he didn't ike the "One moment macro™ and he
didn't know why she was sending it. He said this practice needs to be changed
fo include "why" the operator is saying "Cne moment please.”

04/15/07

Explained to customer that operator followed correct procedur
and reached a "fast busy” and sent the "One moment please™
him the outdial would be delayed while she tried the call again
customer his suggestion to include the "why" with "one mome
the customer could be better informed would be documented.

Captions - dropped characlers/garbled text

04/13/07

—

Explained how the CapTel works and how the quality of the pt
network affects the quality of the captions. Explained how to ¢
company to have them check the quality of the line.

Customer says she cannot get through to her son's local phone number when
using IL relay service. She has had problems with this before. Her caller ID is
1ot sending so as to get through her son's privacy manager.

04/10/07

-

Apologized for the problem and assured that the complaint wo
stated. Call back requested. Trouble Ticket was created. Upd:
show Comncast as her carrier of choice,

The customer reported that the relay operator hung up on the customer at the
nset of the call. The customer reached relay and this operator did not respond
0 the customer and the customer's questions, and then hung up apparently
sefore the call was out-dialed.

—

03/30/07

Apologized and explained the information would be reported tc
center. Customer did not request call back.

Fhe customer reported that the relay operator hung up on the customer at the
onset of the call. The customer reached relay and this operator did not respond
0 the customer’s questions, and then apparently hung up apparently before the|
all was out-dialed. Apologized and explained the info will be reported to the
appropriate center.

03/30/07

-

Apologized and explained the information would be reported tc
center. Supervisor met with agent who stated she recalled sev
came in on wrong line and unable to connect. Supervisor coag

importance of submitting a Trouble Ticket if a problem occurs. 4
No follow up requested.

Accuracy of captions

03/28/07

Apologized for incidence and thanked customer for the feedba
them that information would be shared with appropriate captiot
for follow up. Suggested customer document the date, time an
more specific follow up.

—



Dialing Issue - Unable to dial regional 800 number

03/28/07

Technical Support made change allowing customer to reach z
!number.

Customer states that this operator had terrible voice inflection and sounded like
a robot. He also said that the operator did not handle the call well and it made
for a very impersonal, unnatural call. Apologized for the problem and assured
that a complaint would be sent in as stated so that the problem would not be
repeated. No call back requested.

03/27/07

[Apologized for the problem and assured that a complaint woul
stated so that the problem would not be repeated. No call bac
Discussed with operator.

Agent didn't follow instructions (not to type Ans Mach) and hung up on caller
when the caller was talking to him to clarify instructions. Caller wants apology
from agent..

03/26/07

CA was terminated before supervisor could meet with the CA.
customer and left message.

Wife is TTY user. Voice users call in on voice 800 number, wife picks up and
says | am a TTY user, then puts phone on cradle for TTY, then the call does no
go thru. Caller said TTY is near the stove and this may be part of the problem,
also says problem is not consistent, but did happen 3 times this evening. Caller
acknowledged probiem could be from many factors. Caller wants follow up call.

—

03/26/07

Created Trouble Ticket; customer stated that they figured out
the number their hearing friends were calling and that was wh
connecting with his wife. All is set. He thanked me for followin

Customer was talking with his/her aunt when all of a sudden there was no
response. The operator never informed the caller if the party hung up or what
happened. Customer feels as if the operator just hung up on and disconnected

03/24/07

Told the customer the issue would be forwarded to the agent's

Iout what happened and why the agent didn't keep the custom:

Customer did not request a follow up call.

VCO customer was very upset that CA did nol follow her instructions. She asked
him to indicate if an answering machine came on; he was to give her the "go
ahead” and she would leave a message the first time as this was a good friend
of hers who was very ill and she didn't want to bother her. After the CA gave he
the "go ahead,” her friend picked up and answered the phone while she was
eaving the message. She felt the CA did not properly inform her her friend was
on the line and from that point could not process the call at all. She was not
eceiving any text on her screen while her friend was talking, which the CA
should have typed.

—

03/21/07

Met with CA, who said that after the answering machine playe
was leaving the message, the voice person picked up the pho
listening to the VCO's questions. Reminded CA that they can i
using words in parentheses about the progress of the call {act
and the rest of the call (the voice person's message), even if t
answering the VCO's questions, would still be typed to the call

Dialing Issue - Unable to dial regional 800 number

03/21/07

Technical Support made adjustment so CapTel user could suc
captioned call to regional 800 number,




aptions lag too far behind voice

03/16/07

/Apologized for incidence and thanked customer for the feedba
them that information would be shared with appropriate captio
for follow up. Suggested custormer document the date, time an
more specific follow up.

Agent would not dial number given.

03/09/07

Thanked caller, and reassured the CA would be followed up w
Jwith agent, who did not recall the call. Coached on proper proc

Service - General

03/05/07

Technical problem identified. Resciution provided by network »

Service - General

03/05/07

Technical problem identified. Resolution provided by network »

Service - General

03/05/07

Technical problem identified. Resolution provided by network 1

03/05/07

Technical problem identified. Resolution provided by network

Service - General
3

ervice - General

03/05/07

-

Technical problem identified. Resolution provided by network

03/05/07

Technical problem identified. Resolution provided by network

Service - General
5

ervice - General

—

03/05/07

Technical problem identified. Resoiution provided by network 1

Service - General
.

03/05/07

Technical problem identified. Resolution provided by network s

/CO customer said the operator did not follow her instructions. She told the
yperator if she reached an answering machine, not to type out the recording -
he just wanted to leave a message. She said the operator typed (ans machine
eached), released the line and then told her she would redial so that she could
eave a message. Customer said this isn't what she wanted and the operator
vas wasting her time.

—

03/03/07

Apologized. CA thought she was following instructions; explair
finstructions from a VCO the intent is to leave a message the fi
dialed out. Coached on ¢orrect procedure.

L VCO customer was very upset and said, " This agent was disgusting and did
ot know what she was doing. | am furious and she needs more training. She
sent that the phone was ringing..1...2..3.. and then typed (F} HELLO GA and
hen continued to ring...4...5...6..7.. | said hello to my sister and never got a
esponse back. | asked if the operator was stil! there and got no response., | had
o call back to a different agent and when | finally spoke to my sister she said
hat the agent did announce the cail was from her sister but then my sister heard}
3 click and nothing. | am furious!”

—

03/02/07

Apologized 1o the customer and assured her that | would pass
onto the appropriate center. This agent was stilf in training and
additional training and successfully completed the training req

Dperator was unable to process the call effectively.

—

02/28/07

Apotogized to customer. As of 10/6/06, agent is no longer emy;
company.

\ccuracy of captions

02/21/07

Apologized for incidence and thanked customer for the feedba
them that information would be shared with appropriate captio
for follow up. Suggested customer document the date, time an
'more specific follow up.




L VCO customer called to complain that she tried to call the IL VCO nurmber

e

Called the VCO line and got through within five seconds. Spg
she said there had been no complaints about IL Relay being

ind 711 but both lines were busy. "Thank God it wasn't an emergency.” she 02/16/07 Follow-up requested. Spoke with customer and suggested th;
said. "And don't try to blame it on the weather.” TTY when experiencing garbling or do not connect with relay,
for following up with her.
Explained to customer the difference between a CapTel phop,
Jisconnect/Reconnect during calls 02/09/07 phone. Explained to customer why disconnection/reconnectiqg
gave tips to reduce occurrence.
~ustomer gave phone number and agent did not respond and hung up 02/06/07 ICA has been terminated due to other circumstances.
I ith thi chy n disconnect;
>ustomer gave phone number and agent did not respond and hung up 02/06/07 Team leader met with this agent and coached on disconnectin
Jremember call.
Team leader met with this agent. The agent believe that it tog
TY customer states they gave number to call but CA didn't say, “please hold,” 01/26/07 the phone to start ringing and that's why there was nothing ggjr
ind left screen blank. Customer didn’t know if relay was still there. users screen. Sometimes it takes much longer for the call to
than others and it is felt that this was the case. Non-agent eryc
\gent was rude and didn't read numbers and letters back when asked. Thanked customer for feedback and team leader coached age
. ) 01/26/07
Jutbound voice filed compiaint. [procedure.
20 it s imes v sy, oo o vy ook tothe A wnowas sl toconectydemonsate e
: ping O response. Thanked cu TTY call. The CA did not remember any details regarding this |
eedback. Forwarded to correct center for followup.
Sent customer information explaining the difference between 3
isconnect/Reconnect during calls 01/22/07 and a traditional phone. Explained to customer why disconnec
hmight oceur and sent e-mail with tips to reduce occurrence,
. s On 1/22/07, a supervisor witnessed similar activity on this agey
TY customer stales thal they gave number to dial but the CA didn't tell me to 01/22/07 the agent's termination that day. This agent had a history of sir
please hold,” and just left screen blank. Didn't know if relay was still there. . .
service complaints.
gent refused to provide the custorner with their agent ID # and customer was
oncerned that agent kept typing what they were saying. Apologized, customer 01/19/07 Team Leader met with this agent and coached the agent on ih,

as been contacted and advised that agent is to type what is heard. No further
Jllow-up requested.

—

always giving the agent (D if requested.




Service - General

01/12/07

Inbound call technical problem reported at 8:15 am CT on 1y
increased queue times. The problem was completely resolve
by CapTel Technical Support.

Service - General

—

01/12/07

—

Inbound call technical problem reported at 8:15 am CT on 1y
increased queue times. The problem was completely resolve
by CapTel Technical Support.

Service - General

-

01/12/07

Inbound call technical problem reported at 8:15 am CT on 1y
increased queue times. The problem was completely resolye
by CapTel Technical Support.

Customer dialed into refay and gave phone number. Received no response fromH
agent and was disconnected. Apologized for situation.

-

01/08/07

e ——

Agent was spoken to by Team Leader about improper discon
Iremembered call and did not disconnect on purpose. No resg
s0 went through the disconnect procedure.

Disconnect/Reccnnect during calls

—

01/05/07

S —

Sent customer information explaining the difference between
[traditional phone. Explained to customer why disconnection/y,
occur and sent e-mail with tips to reduce occurrence. Sugge.
the CapTel on another jack in the home.

L VCO user complains there is no way to interrupt lenghty sales pitche voice
callers and suggests relay establish a procedure to enable this. Apologized,
suggested she may want to check with the equipment manufacturer if her
nachine can do this. Explained garbling may occur. Customer agreed to contad
rom account manager if they wish,

—

01/04/07

Sent an e-malf to customer letting her know about the interry;
and encouraged her to contact ITAC to try out the CapTel phe
Wher to interrupt the hearing party at anytime.

L TTY user's number is not transmitting through 1o his sons caller 1D. Customen
said his number is transmitting when the call goes through a different relay
senter. Customer Service apologized to the customer. Created trouble ticket.
Customer does not need follow up.

01/03/07

—

Made test calls and found that the CID was not always transny
the servers so that the customer's number will be senton g ¢

~aller cannct make LD calls outside of lliinois. Apologized for problem and
pened trouble ticke. Follow-required for problem resolution.

01/02/07

S

Left a message on her answering machine on 4/13 at 11:10 A
PM and 4/23 at 4:10 PM. Customer has not called back. Cage

sustomer cannot access her frequently dialed list. Has talked to customer
ervice and they can see her frequent dialed list, but relay cannot. She asked td
1ave it investigated asap and then asked to be transfered back to customer
ervice for additional help.

—

01/01/07

—

Transfered to customer service for additional help. Non-agent

Sustormer was upset at CA for not following notes. Customer was informed that
! was not the CA's fault because there are no no noles posted to the customer
iccount. The caller decided to call another center to check to see if they could
ee his notes. If not he will cal icustomer service for help.

01/01/07

Non-agent error.




Calier stated they had problems connecting with relay for about a week and waJ
wondering if it was because of heavy holiday traffic.

.

01/01/07

Team Leader informed caller that if s/he hadn't been able to ¢
Wperhaps it's an eguipment problem. Referred to customer sen

Agent never put call through and hung up on caller. Would like to know why
agent hung on her. Customer would like a follow up call at 773-221-2584.

01/01/07

-

Agent was spoken to by Team Leader on disconnect procedu
remernber the call but was having problems with calls coming
disconnecting right away. Team Leader called customer and ¢
possibility of technical issues.

Voice customer reported agent was rude ;number dialed rang 10 times and
agent told customer there was no answer. Customer requested agent let number
continue to ring. Agent said "whatever, yeah" and had an attitude when number|
continued to ring. Custorner could not hear it ring as usual, and agent came
back on line and advised there was no answer. A supervisor was requested who
was not helpful and customer did not believe the supervisor would take any
steps to resolve issue.

09/25/06

-

Apologized and advised complaint would be forwarded to mar
follow up requested. Supervisor stated voice customer was uf
hear the phone ringing after the agent told her "phone is still ri
asked for a supervisor. Supervisor told customer once the age
over she wouldn't be able to hear the phone ringing and agent
procedures by stating "phone is still ringing,” and supervisor tt
redial. Customer asked for another supervisar. Supervisor stal
only one on duty at that time, so customer wanted to be transf
service and supervisor honored that request. Agent followed ¢

Customer received recording "We're somy your call cannot be completed as
ialed, please check the number and try your call again.” Customer spoke with
CS who provided advice that did not resolve the issue.

09/21/06

J

Apologized, assured customer a report with details would be
alternate follow up resource would be sought out; contact reqy
the customer on 1/10, 1/11 and 1/12, person answered and sz
company and that it was a wrong number.

/CO customer unable to dial a specific number.

09/25/06

Apologized. Follow-up requested.Called the customer today al
she did not have any complaints and that all was working fine.
for calling to follow up on this.

Caller said agent had bad attitude. Would not process information.

—

09/29/06

-

Agent said the caller was very hard o understand and she did
wrong. Apologized to the customer

Jisconnect/Reconnect during calls

10/02/06

"

Sent customer information explaining the difference between :
traditional phone. Explained to customer why disconnection/re
occur and sent e-mail with tips to reduce occurrence.

Jialing Issue - Unable to dial regional 800 number

10/10/06

Technical Support made adjustment so CapTel user could suc
captioned call to regional 800 number.

Jisconnect/Reconnect during calls

—

10/11/06

J

Sent customer information explaining the difference between &
and a traditional phone. Explained to customer why disconnec
might occur and sent e-mail with tips to reduce occurrence.

sustomer complained that CA hung up on customer when customer asked CA
0 hold on. The call took place at approximately 10:55 Eastern on Thursday
vening.

r

10/14/06

Agent ID not assigned to anybody.




Customer ptaced a call to 2 major bank's TTY number. Instructed operator not to
press any buttons and go directly to TTY tones. The operator pressed buttons
for English then when customer spoke with a supervisor, an 1D number was not
given. Apologized for the situation and kept redirecting the customer to finish
explaining the complaints. While on voice, an IP relay operator was brought on
the line as well as requesting to switch to TTY, VCO and HCO. When attempting
to get the second complaint on the supervisor, the customer hung up when
requested to contact customer service directly without an relay aperator.

10/20/06

Follow up Requested. Coached CA to always follow custome,
Followed up with the customer and mentioned that the CA hg
and coached. Also addressed the issue of switching agents p
request and xplained to the customer, per company's policy, |
switch agents.

Echo Sounds - CapTel user hears

10/16/06

Advised customer to make use of Volume and Tone setlings |
quality on CapTel phone. Also advised customer how to prop
for echo reduction and of possibility of using an assistive listg
conjuction with CapTel phone.

Accuracy of captions

10/19/06

o

Customer shared feedback regarding a specific captioned cgy|
customer for the feedback and noted a technical difficulty on
Iidentified and corrected. Apologized for incidence.

Captions - dropped characters/garbled text

10/24/06

ey

Advised customer to contact telephone company to check ang
phone line quality or to try a different phone jack.

Disconnect/Reconnect during calls

—

10/25/06

e

Sent customer information explaining the difference between ;
and a traditional phone. Explained to customer why disconnec
might occur and sent a letter with tips to reduce occurrence.,

Dialing Issue - Unable to dial regional 800 number

—

10/27/06

Technical Support made adjustment so CapTel user couldg;:
captioned calf to regional 800 number.

Jialing Issue - Unable to dial regional 800 number

10/30/06

Technical Support made adjustment so CapTel user could sy,
captioned call to regional 800 number.

Ml Caller using IL Relay complained agent did not relay comectly which was
sonfusing and upsetting.

—

12/22/06

—

Apologized, and said supervisor would e notified; customer wg
with CA, and coached the CA on appropriate procedures. Caj),
Ireoeived no answer,

Al TTY user called in to complain that the CA did not give complete message tg
aller. The party kept saying repeat repeal about three times. Customer believes
he CA was not giving their party all of the message.

10/30/06

[Apologized to the customer, and explained that the CA re;xa;
typed. Customer would like follow up from the supervisor. Age,
TTY caller's statements and gave assurance that complete me
utilizing conversational English. The clarification requests from
were directed to the TTY and were related to the purpose of th
The supervisor reviewing the report is confident the agent refa;
message. Contacted and assured customer the agent had follg
relaying the complete message in a conversational style. Cugt,
convinced that she had received good service and felt she eng
because of the agent and not the questions from the outboung

—



Caller claimed operator was rude and wants operator off her system. Caller
stated she called relay put a call through to ATT caller needed info on DSL.
Words relayed to caller from ATT rep were, "DSL is not available in your area.”
When caller asked for more information, she kept getting same statement and
stated operator was not doing her job, repeating repeating "DSL is not availablg
in your area.™ Caller was upset.

11/04/06

—

Cailer was upset after clarification of events. Explained that ¢
or cable company will supply info on dsl DSL itis in her area. ¢
to deal with this operator anymore nor a return call on this ma

Supervisor met with agent who stated she was typing exactly
representalive was saying. No agent error. No follow up reque

IL voice customer called to complain that agent did not follow instructions when
placing a calt at 8:01 PM today and that caller had to place the call three times h:l
get the call through. Apologized for the inconvenience. Customer did not reques

follow up.

11/07/06

-

Agent was coached by Team Leader about foflowing custome
fif any questions, to ask for help.

Customer complained that CA did not follow instructions te hold for a live person
when she specifically requested "hilling department.”

11/07/06

"y

Thanked the caller for letting us know and told her the report v
the supervisor. No follow up requested.

Voice caller calling on behalf of TTY user from business who is unable to dial LD
with carrier of choice that has been entered in CDB. Customer was assured by
supervisor and RCS that problem resolved but problems are happening again.

01/02/07

—

Apologized for problem; all information is correct in database.
Ticket; customer wants follow up ASAP. Explained to custom
one-time honest mistake on the part of the agent. Made 10 te;
other and had no problems. Customer was satisfied with this ¢

L TTY customer stated the operators said they could not dial Earthlink. There
were several operators that this customer complained about. Customer said
sthe gave the operator a number like 1 800 earthlink and the operator said the
number had to be all numbers or was too long. Customer said the operator
needs to be educated on how to change this phone number into numbers, and i§
he letters are more than 10, the operator should know how to put that in to the

computer.

11/17/06

-

Customer Service apologized to the customer, who wants the
on how to do these types of phone calls. Supervisor met with ¢
the agent on how to properly change 1 800 earthlink into a reg
number. Agent understood. No follow up requested.

L TTY customer stated the operators said they could not dial Earthlink. There
vere several operators that this customer complained about. Customer said
sihe gave the operator a number tike 1 800 earthlink and the operator said the
wmber had to be all numbers or was too long. Customer said the operator
eeds to be educated on how to change this phone number into numbers, and if
he letters are more than 10, the operator should know how to put that in to the
somputer.

11/17/06

Customer Service apologized to the customer, who wants the
on how to do these types of phone calls.Supervisor met with ¢
the agent on how to properly change 1 800 earthlink into a reg
number. Agent understocd. No follow up requested.

L TTY customer stated the operators said they could not dial Earthlink. There
vere several operators that this customer complained about. Customer said
s/he gave the operator 2 number like 1 800 earthlink and the operator said the
wmber had to be all numbers or was too long. Customer said the operator
1eeds to be educated on how to change this phone number into numbers, and if
he letters are more than 10, the operator should know how to put that in to the
somputer,

1117/06

Customer Service apologized to the customer, who wants the
on how to do these types of phone calls.Supervisor met with 3
the agent on how to properly change 1 800 earthlink into a reg
Tumber. Agent understood. No follow up requested.

L TTY customer stated the operators said they could not dial Earthlink. There
vere several operators that this customer complained about. Customer said
/he gave the operator a number like 1 800 earthlink and the operator said the
wmber had to be all numbers ¢r was too long. Customer said the operator
eeds to be educated on how to change this phone number into numbers, and i
he letters are more than 10, the operator should know how fo put that in to the
Eomputer.

11/17/06

Customer Service apologized to the customer, who wants the
on how to do these types of phone calls.Supervisor met with g
the agent on how to properly change 1 800 earthlink into a reg
number. Agent understood. No follow up requested.




IL VCO customer called to say agent did not follow her database notes which
said "Do not type ans mach msg; caller will leave message at GA.” The agent
typed all of the recording, then typed "Ans Mach Hung Up." The customer askenjﬂ
if he had read her database notes, and he disconnected.

11/20/06

Apologized for inconvenience. No follow-up requested. Super
agent and coached the agent on the importance of following &
database before processing the call. Agent understoed.

Voice customer was very upset with operator. She had requested the calling
customer’'s name again from the operator and the operator rudely said, "we don't
get involved in customer conversations.” She asked for a relay supervisor and
waited over two minutes with no response so she called back in to relay.

11/27/06

—

pologized and told her would fallow up immediately with the
Customer requested a call back. CA was coached. Reviewed
protocol to make sure operator was fully aware that he is able
information during relay. Coached CA on friendly helpful tone
customers. Called customer back to let her know follow up ha

Disconnect/Reconnect during calls

12/04/06

Sent customer information explaining the difference between

and a traditional phone. Explained to customer why disconneg
might occur and sent e-mail with tips to reduce occurrence.

IL $28 customer cannot get through to Il S28 number, 877-526-6690. He
attempted his call at 3:30 PM CST and reached a voice relay operator. The
voice operator transferred him to customer service. Customer service placed
two test calls from the desk phone to the $25 number and reached silence at
first then a fast busy signal.

_—

12/05/06

——

Apologized to the caller and told him the test calls were made
Iholding, and that a Trouble Ticket would be sent to tech. Than
us know. No follow up requested. Got a S25 agent every time
526-6690) was called. If they are full at S28 then the calls mig
reguiar voice line.

Caller reparted that her call to check food stamp balance was typed incorrectly.
Food starnp balance was typed, "130.45". She redialed using a different relay
operator and the amount given was typed, "140.45", so she had the operator
redial to verify the amount and it was $140.45. The tapes of the relay calls werel

faxed to Customer Service dept. and verified.

01/15/07

Thanked the caller for letting us know and told her the report y
the call center supervisor. No follow up requested.Team Lead
be sure to type verbatim

Customer called in through Hlingis Relay to make a complaint about using Spn‘nl
IP. Caller stated that s/he had placed a call through Intemet, agent had placed
the call and the phone rang, then appeared to reach a dial tone. Caller stated it
appeared the CA hung up the call. Caller asked CA to redial, then all text on
screen was erased and the caller was disconnected.

12/13/06

—

Apologized to customer for inconvenience and stated the con
forwarded on to supervisor.Supervisar met with agent who had
anything like this happening. Agent stated she usually make n
unusuzl calls. Agent demonstrated knowledge of correct proce
when there are problems with calls. No follow up requested.

L TTY customers notes not showing to the SD relay operators.

—

12/26/06

Customer service apologized to the customer and turned in Ty
Customer did not need follow up.Rebooted it and now custom,
showing to agents.

VCO customer stated that her frequently dialed numbers have not been showing
for the last couple of days.

12/26/06

Apologized, Trouble Ticket entered. No follow-up requested N,




Voice customer was very upsel. He believed that the CA lied about her operato]
number. By the end of the conversation the supervisor had with him, he was
stating operator ID number. Customer said the operator was a completely
ignorant African American female. He has been a relay customer for 10-15
years and has never been treated this way. He also stated that agent was rude,
couldn't type right, and seemed to not want to be at work that night. Customer
wants follow up.

—

12/28/06

—

Supervisor met with agent who stated this definitely wasn't he
NEVER rude to any customers. Tried to call customer and ex
sure of the agent number, further investigation was impossible
answered the phone, put the phone down and called out the n
for (which was on the compiaint) then came back to the phone
you have the wrong number.” Asked again there if that custom
and she said NO.

While customer was speaking to her brother via relay, customer asked operator]
o repeat because she did not hear what the operator said and the operator
would not repeat. Operator said, "You have to talk to your caller,” and redirected
ner.

-

12/28/06

This agent |0 number is unassigned.

While individual operator coaching is not possible, the center s
watch for and attend to any concemns similar to that described

Asked CA to dial 800 number. First time, CA misdialed the number then the
zustomer had her redial 5 times and said CA kept pressing buttons, CA then
said, "This is CA JOOXF §f no response, CA will disconnect.” The whole time
sustomer was saying, "Hello, hello.” CA would not respond except for the phrase
or disconnecting and hanging up on the customer. Customer was very upset
and wants a follow up ASAP.

09/30/06

-

Apofogized to the customer for any inconvenience this may ha

Informed the customer that this CA will be met with and coach
Isupervisor. CA explained that when this call came in, the cust
VCO, TTY, and Voice all use this line. The "voice™ person usin
not calling out to anyone who was deaf or hard of hearing. Wh
explained that she could not place their call this person respor
just too lazy to use the VCO phone” and to "just place the call.
out as requested but had difficulty hearing the inbound and fel
iproblem with the line. She did try several times to get back to
could not hear him. She was very frustrated herself as there se
response from the inbound customer.

saller reported that CA did not follow instructions to get a live person on the
ine. CA typed that the recording would not allow a live person untii the
elephone number was entered.

—

09/11/06

Apologized for the inconvenience and told the caller the report
the ¢all center supervisor. No follow up requested, Team Lead
who informed the caller that phone number was needed to con
would not give information to agent to complete the call. Revie
procedures with the agent.

L 328 customer stated they had difficulties hearing the outbound caller's voice
vhen they place cails through 528 relay. Customer called Sorenson VRS then
equested VRS to make a three-way call to S28 without announcing that VRS
vas on the line. Customer then requested S2S to call outhound person on this
articular call. Customer stated, however, that the volume issue has occurred
vhen calling directly to 525 without VRS in the past.

09/11/06

Apologized for problem and entered trouble ticket. Follow up re
Inecessary. Made test calls and watched the calls handled ate
and no problems with volume occurred at any of the stations.

\gent did not follow customer notes re: recordings and macros. Caller felt agen
vas nide, Caller will fax call info to IRC headquarters to file a complaint. Did nol1
equast feedback from Sioux Falls center.

—

09/08/06

-

Agent was coached by Team Leader on the proper procedure
customer instructions and reading customer notes.

L TTY customer's database not appearing when calls are processed via OH,
AN and SC Relay centers; customer spoke with supervisor at OH center who
onfirmed database not available to agent customer dialing to IL Relay.

.

09/07/06

Apologized and created Trouble Ticket. Custorner requested c
customer staled that the agents in a few of the centers did not r
to type the message from answering machines. He has this in
Iis working well. He was satisfied.




Transferred in from IL relay service and could not read what the problem was
pecause of the garbled message. RCS response: Apologized for the problem

Spoke with the customer who said it was working fine. She g

. 09/07/06 i ! i on he
and assured that a trouble ticket would be sent in on the issue. Trouble Ticket ?:fr;wgiiz ;'J_ir;v::';:eﬁarlsngczes?gr:efrrc:vrzsh:gglsr;%:p Tw
was created. Customer would like call back when the problem is fixed. ’ ps- ’

i i ticket. F
A 911 operator conlacted Customer Service stating that they received a TTY onlogu'z‘fed for t.he problem and tumed in a troublt: 1 t olfi
911 relay cail and the call went to the non-emergency number instead of the 09/03/06 rther information Is necessary.Customer from 911 center st;
an emergency, it should go to 217-532-6771 (ER 911 nbr}, hg
amergency number.
emergency number,
L TTY customer stated agent did not follow their instructions and leave a Apologized for the problem. No follow up requested.Supervisg
nessage on an answering machine. RCS apologized for the problem. No follow] 08/29/06 who did not remember this call, bul was coached on the impc
Ip requested. customer informed. Agent understood.
=cho Sounds - CapTel user hears 08/28/06 HDiscussed tips on how ta reduce the occurrence of echo with
[Apologized and created Trouble Ticket; no follow up requeste
g}%ﬁi‘:’gﬁ;{ igﬁged problem with Caller 1D not transmitting thru specific call 08/24/06 Checked this station and it was passing Caller 1D cormectly, th,
: problem that occurred was not at the position level. Placed sey
test position and each call passed CID correctly.
Apologized for inconvenience. A trouble ticket was created. Fe
L TTY customer called to complain that his caller ID is showing as "blocked® 08/20/06 requested. Customer stated that he worked with a technician ;
vhen he calls other numbers, which stops his calls from going through. that an agent had put a block on his Cailer ID. It was removed
Jnow. Customer was salisfied.
Sent customer information explaining the difference between ;
Jisconnect/Reconnect during calls 08/15/06 and a traditional phone. Explained to customer why disconnec
Jmight occur.
Call Center management addressed concern expressed with ¢
\ccuracy of captions 08/14/06 Imanagement team. Customer asked to report CA number to g
follow up with specific CA.
Apologized for incidence and thanked customer for the feedby
\ccuracy of captions 08/02/06 thern that information would be shared with appropriate captio
for follow up.
. . . . N t the fee
“aptions Lag too far behind voice 08/02/06 |Apclogized for incidence and thanked customer for dba

Ithem that information would be shared with appropriate captior

—
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Complaint Tracking for IL (06/01/2006-05/31/2007). Total Customer Contacts: 125

RECEVED & iy
- JUN 2 7

[l

Mature of Complaint

Date of Resolution

LI~ 4

Explanation of ResoWion

Customer stated that people could not hear her when she uses IL relay service,
hat her voice fades in and out on her out going calls.

Resolution is pending and
will be completed within the
required 180 days

_—

Apologized for the problem and assured that the complaint w
as stated. No call back requested. Trouble ticket was created
issue and it is being researched.

—

CA did not wait for "GA" when given dialing number, Customer wanted to give
specific instructions and call was placed without being given instructions,

05/25/07

—

Team leader spoke to agent about waiting for the caller's Go

—

TTY customer stated operator typed, "recording playing™ and did not type out
the recording and then hung up.

0sM1e/07

Supervisor met with agent who stated she consistently follows
procedures and was able to demonstrate those procedures. N
unsuccessful attempts to contact customer via e-mail to get fi
for a clear understanding of what happened. Closing ticket du,
reach customer.

—

At approximately 9:30 Eastem, voice customer tried to reach deaf cousin. Agenl
dialed number and voice mail was reached. Agent waited until the voice mail
cormpletely played out and went back to the customer to let her know it was
roice mail. Customer had agent rediai. Same thing happened. Customer did no
ike this and stated it wasted her time because the agent should have let her I
now right away it was the voice mail. Customer stated she had previously tried
o tell a different supervisor (didn’t get name or 1D} and the supervisor hung up
>n her.

—

05/12/07

————

Apologized to the customer, told her we appreciated her busic
forward this to the appropriate center. Wants a follow up call.
correct procedures by listening to the recording and making s
weren't at the end of the message due to the voice customer g
my deaf cousin.” Made three unsuccessful attempts to inform
the agent followed correct procedures; repeatedly received my
subscriber you are trying to reach is not accepting incoming c;
due to inability to reach customer.

Customer stated that CA typed out answering machine message and sent
several macros when he had customer notes to the effect of "do not use macroq
sther than ring macro” and "do not type msg/recording at anytime unless asked."
sustomer then stated CA ™alked back” saying the call was being processed
according to how he was trained and to the best of his abilities."”

-

05/01/07

Apologized to customer and assured customer that CA would
regarding these concerns. Met with CA and coached on impor
customer notes.

Captions - dropped characters/garbled text

—

04/30/07

Customer shared feedback regarding dropped characters in thy
for incidence and thanked customer for the feedback and sug;
document the date, time and CA number for more specific follg
jaiso was advised to try a different phone jack or phone cord tg
connection.

Jn 4-18-2007 at approx. 8:10 AM, voice customer made a call to a TTY user
and during the call, she could not understand what the operator said, so she
1sked her to repeat. The operator would not repeat the TTY text to the voice
sustomer. The customer also stated that the operator was rude and in a "snotty
one told the customer she would have to type everything back to the TTY user
and could not be involved in the conversation. Customer said other operators
ave repeated in the past and doesn't know why this one wouldn't.

—

04/27/07

Supervisor apologized and told the customer this CA would be
protocol for repeating procedures and her rudeness. No follow




Disconnect/Reconnect during calls

o4/27/07

.

Sent customer information explaining the difference between ¢
and a traditional phone. Explained to customer why disconnec
might occur and sent e-mail with tips to reduce occurrence.

Customer szid that Agent hung up on her after she had given the calling to
umber. The caller would like a follow up call; specifically, she wants agent to
apologize personally.

04/18/07

Supervisor met with agent who stated she asked customer if !
place another call and got no response. Agent staled she woul
up on a customer. Agent demonstrated knowledge of consequ
disconnecting a customer. Agent was coached on proper disco
and now understands. Made three unsuccessful attempts to fo
customer. There was no answering machine to leave a messa
attempts. Closing ticket due to inability to reach customer.

['TY customer was upset when the CA sent "One moment please” after she
fialed out a number. He said he didn't like the "One moment macro” and he
lidn't know why she was sending it. He said this practice needs to be changed
o include "why" the operator is saying "One moment please.”

0415107

Explained to customer that operator followed comrect procedur:
and reached a "fast busy" and sent the "One moment please” |
him the cutdial wouid be delayed while she tried the call again
customer his suggestion to include the "why" with "one momex
the customer could be better informed would be documented.

Captions - dropped characters/garbled text

—

04/13/07

[Explained how the CapTel works and how the quality of the ph
network affects the quality of the captions. Explained how to o
company to have them check the quality of the line.

sustomer says she cannot get through to her son's local phone number when
1sing IL relay service. She has had problems with this before. Her caller ID is
10t sending $0 as to get through her son's privacy manager.

04/10/07

Apologized for the problem and assured that the complaint wo
stated. Call back requested. Trouble Ticket was created. Upda
show Comcast as her carrier of choice,

Ihe customer reported that the relay operator hung up on the customer at the
nset of the call. The customer reached relay and this operator did not respond
o the customer and the customer's questions, and then hung up apparently
yefore the call was out-dialed.

03/30/07

Apologized and explained the information would be reported fc
center. Customer did not request call back.

[he customer reported that the relay operator hung up on the customer at the
mset of the call. The customer reached relay and this operator did not respond
o the customer's questions, and then apparently hung up apparently before the,
all was out-dialed. Apologized and explained the info will be reported to the
ippropriate center.

—

03/30/07

Apologized and explained the information would be reported
center. Supervisor met with agent who stated she recalled sev
came in on wrong line and unable to connect. Supervisor coac
importance of submitling a Trouble Ticket if a problemn occurs, |
No follow up requested.

\¢ceuracy of captions

03/28/07

Apologized for incidence and thanked customer for the feedba
them that information would be shared with appropriate captio
for follow up. Suggested customer document the date, ime an
more specific follow vp.

—
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—
Apologized for incidence and thanked customer for the feedt
them that information would be shared with appropriate capti

.

Captions lag too far behind voice 03r16/07 for follow up. Suggested customer document the date, time 2
more specific follow up.
—
. . Thanked caller, and reassured the CA would be followed up
Agent would not dial number given. 03/09/07 with agent, who did not recall the call. Coached on proper pre
— _—
Service - General 03/05/07 Technical problem identified. Resolution provided by network
N
Service - General 03/05/07 Technical problem identified. Resolution provided by network
—
Service - General 03/05/07 Technical problem identified. Resolution provided by network
— _—
Service - General 03/05/07 Technical problem identified. Resolution provided by network
o
Service - General 03/05/07 Technical problem identified. Resolution provided by netwark
—
Service - General 03/05/07 Technical problem identified. Resolution provided by network
' _—
Service - General 03/05/07 Technical problem identified. Resolution provided by network
Service - General 03/05/07 Technical problem identified. Resolution provided by network
. —
VCO customer said the operator did not follow her instructions. She told the
perator if she reached an answering machine, not to type out the recording - ’ - —_— .
she just wanted to leave a message. She said the operator typed (ans machine 03/03/07 ﬁgﬂfﬁéﬁi f?c'?mﬂ;o\"/'g'g ?:ee i\:?esnﬁgot:lg 2:?;“::2:2:’ Z’;ﬁ'af
eached), released the line and then told her she would redial so that she could dialed out. Coached on correct procedure 9¢ the
eave a message. Customer said this isn't what she wanted and the operator - Loached on P ’
vas wasting her time.
L VCO customer was very upset and said, " This agent was disgusting and did
10t know what she was doing. | am furious and she needs more training. She
lsent that _the phom:T was rmg|ng..1...2..3... and then typgd {F) HELLO GA and Apologized to the customer and assured her that | would pas:
hen continued to ring...4...5...6..7.. | said hello to my sister and never got a . . Ly L
_ . - 03/02/07 Jonto the appropriate center. This agent was still in training an.
esponse back. | asked if the operator was still there and got no response. | had additional training and successfully completed the trainin
o call back to a different agent and when | finally spoke to my sister she said 9 y P 8 rec
hat the agent did announce the call was from her sister but then my sister heard
 click and nothing. | am furious!”
S —
Dperator was unable to process the call effectively. 02/28/07 Apologized to customer. As of 10/6/06, agent is no longer em
company.
—_—
Apologized for incidence and thanked customer for the feedb:
\ccuracy of captions 02/21/07 them that information would be shared with appropriate captic

for folfow up. Suggested customer document the date, time ay
more specific follow up.




IL VCO customer called to complain that she tried to call the IL VCO number

—

Called the VCOC line and got through within five seconds. Spg
she said there had been no complaints about IL Relay being |

and 711 but both lines were busy. "Thank God it wasn't an emergency,” she 02/16/07 Follow-up requested. Spoke with customer and suggested th;
said. "And don't try to blame it on the weather.” TY when experiencing garbling or do not connect with relay
for following up with her.
Explained to customer the difference between a CapTel phon
Disconnect/Reconnect during calls 02/09/07 phone. Explained to customer why disconnection/reconnectig
gave tips to reduce occurrence.
Customer gave phone number and agent did not respond and hung up 02/06/07 CA has been terminated due to other circumstances.
i i ched on disconnectj
Customer gave phone number and agent did not respond and hung up 02/06/07 Team leader met with this agent and coache ! Clir
Jremember call.
Team leader met with this agent. The agent believe that it tog
I'TY customer states they gave number to call but CA didn't say, "please hold," 01/26/07 the phone to start ringing and that's why there was nothing goij
and left screen blank. Customer didn't know if relay was still there. user's screen. Sometimes it takes much ionger for the call to
than others and it is felt that this was the case. Non-agent err
Agent was rude and didn't read numbers and letters back when asked. 01/26/07 Thanked customer for feedback and team leader coached agg
Dutbound voice filed complaint. fprocedure.
588 c?l!il\lendgt:fo ing hello 4 z;\:;.: but ﬁﬁ“r'gs"fni? ?r:p:f yﬂﬁiﬁi‘: ftgrrecewe 01/26/07 Spake to the GA who was able to corectly demonslrate the s
: : ping p - [hanke TTY call. The CA did not remember any details regarding this
eedback. Forwarded to correct center for followup.
Sent customer information explaining the difference between ;
disconnect/Reconnect during calls 01/22/07 and a traditional phone. Explained to customer why disconnec
might occur and sent e-mail with tips to reduce occurrence,
. i On 1/22/07, a supervisor witnessed similar activity on this age
[TY customer states that they gave number to dial but the CA didn't teli me to \ L . - -
please hold," and just left screen blank. Didn't know if relay was still there. 01/22/07 the agent's termination that day. This agent had a history of si
service complaints.
\gent refused to provide the customer with their agent ID # and customer was
-oncerned that agent kept typing what they were saying. Apologized, customer 0119/07 Team Leader met with this agent and coached the agent on th

1as been contacted and advised that agent is to type what is heard. No further
ollow-up requested.

always giving the agent 1D if requested.




Service - General

01/12/07

Inbound call technical problem reported at 8:15 am CT on 1/1
increased queue times. The problem was completely resolvec
by CapTel Technical Support.

Service - General

01712107

Inbound call technical problem reported at 8:15 am CT on 1/1
increased queue times. The problem was completely resolveg
by CapTel Technical Support.

Service - General

01/12/07

inbound call technical problem reported at 8:15 am CT on 1H
increased queue times. The problem was completely resolvec
by CapTel Technical Support.

Customer dialed into relay and gave phone number. Received no response from
agent and was disconnected. Apologized for situation.

01/08/07

—

Agent was spoken to by Team Leader about improper discon;
remembered call and did not disconnect on purpose. No resp,
!so went through the disconnect procedure.

Disconnect/Reconnect during calls

01/05/07

——

Sent customer information explaining the difference between ;
traditional phone. Explained to customer why disconnection/re
occur and sent e-mail with tips to reduce occurrence. Sugges
the CapTel on another jack in the home,

L VCO user complains there is no way to interrupt lenghty sales pitche voice
callers and suggests relay establish a procedure to enable this. Apologized,
suggested she may want to check with the equipment manufacturer if her
machine ¢an do this. Explained garbling may ocour. Customer agreed to contag
from account manager if they wish.

01/04/07

Sent an e-mail to customer letting her know about the interrup
and encouraged her to contact ITAC to try out the CapTel pho
her to interrupt the hearing party at anytime.

L TTY user's number is not transmitting through to his sons caller 1D. Custome
said his number is transmitting when the call goes through a different relay
senter, Customer Service apologized to the customer. Created trouble ticket.
Customer does not need follow up.

_—

01/03/07

Made test calls and found that the CID was not always transm
the servers so that the customer's number will be sent on all ¢

Caller cannot make LD calls outside of Iliinois. Apologized for problem and
pened trouble ticke, Follow-required for probiem resolution.

01/02/07

—

Left a message on her answering machine on 4/13 at 11:10 A
PM and 4/23 at 4:10 PM. Customer has not called back. Case

Custorner cannot access her frequently dialed list. Has talked to customer
service and they can see her frequent dialed list, but relay cannot. She asked td
1ave it investigated asap and then asked to be transfered back to customer
service for additional help.

o1/01/07

—

Transfered to customer service for additional help. Non-agent

Sustomer was upset at CA for not following notes. Customer was informed that
t was not the CA's fault because there are no no notes posted to the customer
iccount. The caller decided to call another center to check to see if they could
ee his notes. If not he will cal lcustomer service for help.

-

01/01/07

Non-agent error.




—

Caller stated they had probiems connecting with relay for about a week and waJ
vondering if it was because of heavy holiday traffic.

01/01/07

Team Leader informed calier that if sfhe hadn't been able to c
Iperhaps it's an equipment problem. Referred to customer serv

Agent never put call through and hung up on calier, Would like to know why
agent hung on her. Customer would like a follow up call at 773-221-2584.

01/01/07

-

Agent was spoken to by Team Leader on disconnect procedu
remember the call but was having problems with calls coming
disconnecting right away. Team Leader called customer and e
possibility of technical issues.

Joice customer reported agent was rude ;number dialed rang 10 times and
agent told customer there was no answer. Customer requested agent let numbe!
zontinue to ring. Agent said "whatever, yeah" and had an attitude when numberT
sontinued to ring. Customer could not hear it ring as usual, and agent came
vack oh line and advised there was no answer. A supervisor was requested who
vas not helpful and customer did not believe the supervisor would take any
steps to resolve issue.

09/25/06

-

[Apologized and advised complaint would be forwarded to man
follow up requested. Supervisor stated voice customer was up
hear the phone ringing after the agent told her "phone is still ri
asked for a supervisor. Supervisor told customer once the age
over she wouldn't be abie to hear the phone ringing and agent
procedures by stating "phone is still ringing,” and supervisor tt
redial. Customer asked for another supervisor. Supervisor sta;
only one on duty at that time, so customer wanted to be transf
service and supervisor honored that request. Agent followed ¢

Customer received recording "We're sorry your call cannot be completed as
lialed, please check the humber and try your call again.” Customer spoke with
=S who provided advice that did not resolve the issue.

—

09/21/06

-

Apologized, assured customer a report with details would be |
altemate follow up resource would be sought out; contact requ
the customer on 1/10, 1/11 and 1/12, person answered and sa
company and that it was & wrong number.

/CO customer unable to dial a specific number.

09/25/06

—

Apologized. Follow-up requested.Called the customer today a
she did not have any complaints and that all was working fine.
for calling to follow up on this.

~aller said agent had bad attitude. Would not process information.

09/29/06

-

Agent said the caller was very hard to understand and she did
wrong. Apologized o the customer

Disconnect/Reconnect during calls

—

10/02/06

-

Sent custorner information explaining the difference between :
traditional phone. Explained to customer why disconnection/re
occur and sent e-mail with tips to reduce occurrence.

Jialing Issue - Unable to dial regional 800 number

—

10/10/06

—

Technical Support made adjustment so CapTel user could suc
captioned call to regional 800 number.

Jisconnect/Reconnect during calls

10/11/06

-

Sent customer information explaining the difference between :
land a traditional phone. Explained to customer why disconnec
might occur and sent e-mail with tips to reduce occurrence.

customer complained that CA hung up on customer when customer asked CA
o hold on. The call took place at approximately 10:55 Eastem on Thursday
vening.

10/14/06

Agent 1D not assigned to anybody.




Customer placed a call to a major bank's TTY number. Instructed operator not o
press any buttons and go directly to TTY tones. The operater pressed buttons
for English then when customer spoke with a supervisor, an ID number was not|
given. Apologized for the situation and kept redirecting the customer to finish
explaining the compiaints. While on voice, an IP relay operator was brought on
the line as well as requesting to switch to TTY, VCO and HCO. When attempting
to get the second complaint on the supervisor, the customer hung up when
requested to contact customer service directly without an relay operator.

10/20/06

Follow up Requested. Coached CA to always follow customer
Followed up with the customer and mentioned that the CA ha:
and coached. Also addressed the issue of switching agents p
request and xplained to the customer, per company's policy, t
switch agents.

Echo Scunds - CapTel user hears

10/16/06

Advised customer to make use of Volume and Tone settings t
quality on CapTel phone. Also advised customer how to prope
for echo reduction and of possibility of using an assistive lister
conjuction with CapTel phone.

Accuracy of captions

—

10/19/06

Customer shared feedback regarding a specific captioned call
customer for the feedback and noted a technical difficulty on s
identified and corrected. Apologized for incidence.

Captions - dropped characters/garbled text

10/24/06

Advised customer to contact telephone company to check ang
Jphone line quality or to try a different phone jack.

Disconnect/Reconnect during calls

10/25/06

Sent customer information explaining the difference between :
and a traditional phone. Explained to customer why disconnec
might oceur and sent a letter with tips to reduce occurrence.

Dialing Issue - Unable to dial regional 800 number

-

10/27/06

Technical Support made adjustment so CapTel user could su
captioned call to regional 800 number.

Jialing Issue - Unable to dial regional 800 number

—

10/30/06

Technical Support made adjustment so CapTel user could suc
captioned call to regional 800 number.

Vil Caller using L Relay complained agent did not relay correctly which was
zonfusing and upsetting.

12/22/06

Apologized, and said supervisor would e notified; customer we
with CA, and coached the CA on appropriate procedures. Call
received no answer.

MI TTY user called in to complain that the CA did not give complete message td
aller. The party kept saying repeat repeat about three times. Customer believes
he CA was not giving their party all of the message.

10/30/06

Apologized to the customer, and explained that the CA reads
typed. Customer would like follow up from the supervisor. Age
TTY caller's statements and gave assurance that complete me
utilizing conversational English. The diarification requests from
were directed to the TTY and were related to the purpose of t
The supervisor reviewing the report is confident the agent rela
message. Contacted and assured customer the agent had follo
relaying the complete message in a conversational style. Cust
convinced that she had received good service and felt she enc
because of the agent and not the questions from the outhound




saller claimed operator was rude and wants operator off her system. Caller
tated she called relay put a call through to ATT caller needed info on DSL.
Nords relayed to caller from ATT rep were, *DSL is not available in your area."
Vhen caller asked for more information, she kept getting same statement and
tated operator was not doing her job, repeating repeating "DSL is not availablg
n your area.” Caller was upset.

——

11/04/06

—

Caller was upset after clarification of events. Explained that ¢
or cable company will supply info on dsl DSL it is in her area, C
to deal with this operator anymore nor a return call on this mat

Supervisor met with agent who stated she was typing exactly s
representative was saying. No agent error. No follow up reque

L voice customer called to complain that agent did not follow instructions when
acing a call at 8:01 PM today and that calier had to place the call three times tol
jet the call through. Apologized for the inconvenience. Customer did not request

ollow up.

11/07/06

—

Agent was coached by Team Leader about following custome
[if any questions, to ask for help.

>ustomer complained that CA did not follow instructions to hold for a live person
vhen she specifically requested "billing department.”

11/07/06

—

Thanked the caller for letting us know and told her the report w
[the supervisor. No follow up requested.

/oice caller calling on behalf of TTY user from business who is unable to dial LDW
vith carrier of choice that has been entered in CDB. Customer was assured by
upervisor and RCS that problem resolved but problems are happening again.

01/02/07

—

Apologized for problem; all information is correct in database.
Ticket, customer wants foilow up ASAP. Explained 1o custom
one-time honest mistake on the part of the agent. Made 10 tes
other and had no problems. Customer was satisfied with this e

L TTY customer stated the operators said they could not dial Earthlink. There
vere several operators that this customer complained about. Customer said
/he gave the operator a number like 1 800 earthlink and the operator said the
umber had to be all numbers or was too long. Customer said the operator
eeds to be educated on how to change this phone number into numbers, and
he letters are more than 10, the operator should know how to put that in to the
:.omputer.

11/17/06

—

Customer Service apologized to the customer, wha wants the
lon how to do these types of phone calls.Supervisor met with 5
the agent on how to properly change 1 800 earthlink into a reg
number. Agent understood. No follow up requested.

L TTY customer stated the operators said they could not dial Earthlink. There
vere several cperators that this customer complained about. Customer said
/he gave the operator a number like 1 800 earthlink and the operator said the
umber had {o be all numbers or was too long. Customer said the operator J
eeds to be educated on how to change this phone number into numbers, and i
he letters are more than 10, the operator should know how to put that in to the
omputer.

-

11/17/06

Customer Service apologized to the customer, who wants the
on how 1o do these types of phone calls, Supervisor met with g,
the agent on how to properly change 1 800 earthiink into a reg
number. Agent understood. No follow up requested.

L TTY customer stated the operators said they could not diat Earthlink. There
vere several operators that this customer complained about. Customer said
/he gave the operator a number like 1 800 earthlink and the operator said the
umber had to be all numbers or was too long. Custorner said the operator
eeds to be educated on how to change this phone number into numbers, and i
1e letters are more than 10, the operator should know how to put that in to the
omputer.

1117106

Customer Service apologized to the customer, who wants the
on how to do these types of phone calls. Supervisor met with g
the agent on how to properly change 1 800 earthlink into a reg
number. Agent understood. No follow up requested.

- TTY customer stated the operators said they could not dial Earthlink. There
rere several operators that this customer complained about. Customer said
fhe gave the operator a number like 1 800 earthlink and the operator said the
umber had to be all numbers or was too long. Customer said the operator
eeds to be educated on how to change this phone number into numbers, and i
1@ letters are more than 10, the operator should know how to put that in to the
Pmputer.

1117106

Customer Service apologized to the customer, who wants the
on how to do these types of phone calls. Supervisor met with ag
the agent on how to properly change 1 800 earthlink into a reg
[number. Agent understood. No follow up requested.




—

IL VCO customer called to say agent did not follow her database notes which
sald "Do not type ans mach msg; caller will leave message at GA.” The agent
typed all of the recording, then typed "Ans Mach Hung Up.” The customer askeq
if he had read her database notes, and he disconnected.

11/20/06

Apolegized for inconvenience. No follow-up requested. Supey
agent and coached the agent on the importance of following .
database before processing the call. Agent understood.

Voice customer was very upset with operator. She had requested the calling
customer's name again from the operater and the operator rudely said, "we don't
get involved in customer conversations.” She asked for a relay supervisor and
waited over two minutes with no response so she called back in to relay.

11/27/06

—

Apologized and told her would follow up immediately with the
Customer requested a call back. CA was coached. Reviewed
protocol to make sure operator was fully aware that he is ahig
information during relay. Coached CA on friendly helpful tone
customers. Called customer back to let her know follow up hz

Disconnect/Reconnect during calls

—

12/04/06

¥

Sent customer information explaining the difference between,
Iand a traditional phone. Explained to customer why disconne
might occur and sent e-mail with tips to reduce occurrence.

IL 525 customer cannot get through to IL 525 number, 877-526-6690. He
attempted his call at 3:30 PM CST and reached a voice relay operator. The
voice operator transferred him to customer service. Customer service placed
wo test calls from the desk phone to the $S2S number and reached silence at
irst then a fast busy signal.

12/05/06

ey

Apologized to the caller and told him the test calls were made
holding, and that a Trouble Ticket would be sent to tech. Thay
us know. No follow up requested. Got a 525 agent every timg
526-6690) was called. If they are full at 525 then the calls mig
regular voice line.

Caller reported that her call to check food stamp balance was typed incorrectfy.
Food stamp balance was typed, "130.45". She redialed using a different relay
operator and the amount given was typed, "140.45", so she had the operator
redial to verify the amount and it was $140.45. The tapes of the relay calls were]
faxed to Customer Service dept. and verified.

01/15/07

Thanked the caller for letting us know and told her the report y
the call center supervisor. No follow up reqguested.Team Lead
be sure to type verbatim

Customer called in through lllinois Relay to make a complaint about using Sprin|
P. Caller stated that s/he had placed a call through Internet, agent had placed
he ¢all and the phone rang, then appeared to reach a dial tone. Caller stated it
appeared the CA hung up the call. Caller asked CA to redial, then all text on
screen was erased and the caller was disconnected.

12/13/06

Ty

Apologized to customer for inconvenience and stated the con
forwarded on to supervisor, Supervisor met with agent who hag
anything like this happening. Agent stated she usually make
unusual calls. Agent demonstrated knowledge of correct proce
when there are problems with calls. No follow up requested.

L TTY customers notes not showing to the SD relay operators.

12/26/06

Customer service apologized to the customer and turned in Ty
Customer did not need follow up.Rebooted it and now custom,
Ishowing to agents.

/CO customer stated that her frequently dialed numbers have not been showing|
or the last couple of days.

—

12/26/06

-

Apologized, Trouble Ticket entered. No follow-up requestad N,




ymoe customer was very upset. He believed that the CA lied about her operato
number, By the end of the conversation the supervisor had with him, he was
stating operator ID number. Customer said the operator was a completely
ignorant African American female. He has been a relay customer for 10-15
years and has never been freated this way. He also stated that agent was rude,
couldn't type right, and seemed to not want to be at work that night. Customer
wants follow up.

12/28/06

Supervisor met with agent who stated this definitely wasn't b
NEVER rude to any customers. Tried to call customer and e
sure of the agent number, further investigation was impossiby|
answered the phone, put the phone down and called out the |
for (which was on the complaint) then came back to the phon
you have the wrong number." Asked again there if that custor
and she said NO.

While customer was speaking to her brother via relay, customer asked operator]
lo repeat because she did not hear what the operator said and the operator
would not repeat. Operator said, "You have to talk to your caller,” and redirected
her.

12/28/06

This agent ID number is unassigned.

While individual operator coaching is not possible, the center
watch for and attend to any concems similar to that describe

Asked CA to dial 800 number. First time, CA misdialed the number then the
customer had her rediai 5 times and said CA kept pressing buttons. CA then
said, "This is CA XXXXF if no response, CA will disconnect.” The whole time
customer was saying, "Hello, hello.” CA would not respond except for the phrase
for disconnecting and hanging up on the customer. Customer was very upset
and wants a follow up ASAP.

09/30/06

—

Apologized to the customer for any inconvenience this may h,

Informed the customer that this CA will be met with and coacy
Isupervisor. CA explained that when this call carne in, the cusf
VCO, TTY, and Voice all use this line. The "voice” person usj,
not calling out to anyone who was deaf or hard of hearing. Wy
explained that she could not place their call this person respo
just too lazy to use the VCO phone” and to "just place the caj|
out as requested but had difficulty hearing the inbound and fe|

problem with the line. She did try several times to get back to
Icould not hear him. She was very frustrated herself as there g
response from the inbound customer.

Caller reported that CA did not follow instructions to get a live person on the
ine. CA typed that the recording would not allow a five person until the
elephone number was entered.

—

09/11/06

—

Apologized for the inconvenience and told the caller the repor
[the call center supervisor. No follow up requested. Team Leac
who informed the caller that phone number was needed 10 cgy
would not give information to agent to complete the call. Revie
|procedures with the agent.

L 328 customer stated they had difficulties hearing the cutbound caller's voice
vhen they place calls through S28 relay. Customer called Sorenson VRS then
equested VRS to make a three-way call to 528 without announcing that VRS
vas on the line. Customer then requested S2S to call outbound person on this
articular call. Customer stated, however, that the volume issue has occurred
vhen calling directly to $25 without VRS in the past.

09/11/06

Apologized for problem and entered trouble ticket. Follow up r.
necessary. Made test calls and watched the calls handled at g
and no problems with volume occurred at any of the stations,

\gent did not follow customer notes re: recordings and macros. Caller falt ageny
vas rude. Caller will fax call info to IRC headquarters to file a complaint. Did nof
equest feedback from Sioux Falls center.

—

09/08/06

——

Agent was coached by Team Leader on the proper procedure
customer instructions and reading customer notes.

L TTY customer's database not appearing when calls are processed via OH,
AN and 5C Relay centers; customer spoke with supervisor at OH center who
onfirmed database not available to agent customer dialing to IL Relay.

-

09/07/06

—

Apologized and created Trouble Ticket. Custorner requested

customer stated that the agents in a few of the centers did not
to type the message from answering machines. He has this iy
is working well. He was satisfied.




Transferred in from IL relay service and could not read what the problem was
because of the garbled message. RCS response: Apologized for the problem
and assured that a trouble ticket would be sent in on the issue. Trouble Ticket
was created. Customer would tke call back when the problem is fixed.

—

09/07/06

Spoke with the customer who said it was working fine. She a
best way to prevent hearing people from hanging up on her v
them. Gave her some tips. Customer was satisfied.

A 911 operator contacted Customer Service stating that they received a TTY
911 relay call and the call went to the non-emergency number instead of the
emergency number.

—

09/03/06

-

Apologized for the problem and tumed in a trouble ticket. Fol
further information is necessary.Customer from 911 center sf
an emergency, it should go 1o 217-532-6771 (ER 911 nbr), n
emergency number,

L TTY customer stated agent did not follow their instructions and leave a
message on an answering machine. RCS apologized for the problem. No follow]
Jp reguested.

-

08/20/06

—

Apologized for the problem. No follow up requested.Supervis
who did not remember this call, but was coached on the imp
customer informed. Agent understood.

=cho Sounds - CapTel user hears

08/28/06

|Discussed tips on how to reduce the occurrence of echo with

/CO customer reported problem with Caller ID not transmitting thru specific calll
enters on local calls.

08/24/06

—

Apologized and created Trouble Ticket; no follow up requeste

Checked this station and it was passing Caller 1D correctly tt
|problem that occurred was not at the position level. Placed se
test position and each call passed CID correctly.

L TTY customer called to complain that his caller {D is showing as "blocked"
vhen he calls other numbers, which stops his calls from going through.

08/20/06

—

lApologized for inconvenience. A trouble ticket was created. F
requested. Customer stated that he worked with a technicign
that an agent had put a block on his Cailer ID. It was remove
now. Customer was satisfied.

Jisconnect/Reconnect during calls

08/13/06

—

Sent customer information explaining the difference betwean
and a traditional phone. Explained to customer why disconne:
might occur.

\ceuracy of captions

08/14/06

—

Call Center management addressed concern expressed with
management team. Customer asked to report CA number to :
follow up with specific CA.

\cecuracy of captions

08/02/06

=

Apologized for incidence and thanked customer for the feedb:
them that information would be shared with appropriate captic
for follow up.

-aptions Lag too far behind voice

—

08/02/06

m—

Apologized for incidence and thanked customer for the feedb:
them that information would be shared with appropriate captic

—



—

Captions lag too far behind voice

08/02/06

Expiained to customer how CapTel service generates caption
document and report problematic captioning back to our Cail {
controi.

At about 3:36 AM, voice customer called into refay to dial 800 TTY number.
According to the customer, the CA heard the recording and announced that
here was not a TTY at that number and then hung up.

07/28/06

-

Follow-up requested by phone and also an apology letter mai
Leader met with agent and reviewed proper call procedures w
understood. Team Leader contacted customer and got the cu
Explained and apologized for the complaint. Customer's fathe
was not necessary.

[TY customer stated agent did not follow instructions. A call was placed to his
nom and the agent gave the mom control of the call and did not follow
sustorner’s instructions.

07/26/06

-

Supervisor apologized for the inconvenience and assured this
forwarded to appropriate supervisor. No follow up requested.T
with agent to review proper call processing procedures. She is
should try to follow customer instructions whenever possible,

Jisconnect/Reconnect during calls

0717/06

-

Apologized for incidence and sent custorner information explai
difference between a CapTel phone and a traditional phone. E
customer why disconnection/reconnection might occur and se;
to reduce occurrence.

[TY user complains agent did not give accurate information during her call.

07/13/06

Anologized, and said supervisor would follow up with agent; o
contact. This agent ID number is currently unassigned. Attemr
with customer three times unsuccessfully, so ticket is closed.

IL TTY customer complained that agent transferred her to Customer Service
vithout asking to be transferred.

07/08/06

-

Apologized to the customer, No follow-up requested. Agent we
importance of not making decisions on any calls. Agent unders

\t 6 AM the TTY customer said that he gave a number for the CA to dial and
hat it was not dialed out. Alsc asked if the CA was still on the line and there was
10 answer. Apologized to the customer. No follow-up requested.

07/03/06

-

Apologized to the customer. No follow-up requested. Spoke wi
the call was placed and then instantly the red banner appeare
seems to be frozen for a couple seconds. Agent then attempte
supervisor but then the line got disconnected. Supervisor On D
Jrecord such event.

\t 6 AM, the TTY customer said that he gave a number for the CA to dial and
hat it was not dialed out. Also asked if the CA was still on the line and there was
10 answer,

07/03/06

-

Apologized to the customer, No follow-up requested. This was
took the call when the customer asked for a supervisor. The
indicates the time as 6:03 AM. Upon asking the customer whe
occurred, the customer stated that it occurred at exactly 6 AM
three agent iDs (this agent being one of the three). Followed u
stated that she was on a different call at the time.

\t 6 AM, the TTY customer said that he gave a number for the CA to dial and
hat it was not dialed out. Also asked if the CA was still on the line and there was
O answer,

07/03/06

-

|Apologized to the customer. No follow-up requested. Agent stz
several calls where TTY/ASCI was not detected and went throl
twice with no response.




Dialing Issue - Unable to dial regional 800 number

06/29/06

M—

Provided CapTel technical support with equivalent toll number
system to allow customer to successfully dial regional tolf free

TTY claimed agent hung up on caller due to difficulties getting through to the
umber the caller had provided.

06/25/06

J

Spoke to operator and reminded her of the penalties of discon
She is an extremely good operator. She stated that she has n
Jany customer.

CA mistyped caller's message, did not correct mistake. When asked by TTY

vhat caller had said, CA then asked for clarification of message but still did not
correct mistake. Then caller questioned CA about what was relayed and the CAl
ung up on the caller.

06/24/06

M—

Apologized to the customer and reassured the complaint wou
Follow-up requested. Agent was coached by Team Leader on
procedure. Also coached on ramifications of disconnecting a c
remember call but apologized for hanging up if he did.

Disconnect/Reconnect during cails

06/22/06

Sent customer information explaining the difference between :
and a traditional phone. Explained to customer why disconnec
fmight occur and sent e-mail with tips to reduce occurrence.

Jisconnect/Reconnect during calls

06/21/06

Apologized for incidence and sent customer information explai
difference between a CapTel phone and a traditional phone. E
customer why disconnection/reconnection might occur and ser
fto reduce occurrence.

\gent was unprofessional, not paying attention to what outbound was saying,
yping slowly, and sounded tired.

06/20/06

There is no agent with that ID.

\t 8:36 AM, customer stated that agent did not keep him/her informed of the
jender of the outbound caller and requested a review of his call on the screen.

-

06/12/06

Explained to the customer that the agent was correct in followi
procedure when the outbound line got disconnected while the :
announcing relay, thus the agent was unable to type the voice
5o the agent was unable to identify the gender of the voice per
attempted to redirect the caller to place a call. No follow up ne

~ustomer stated that he placed a call into Relay Il at approximately 12:10 PM
ind got an agent. The calling to number was provided and the agent did not
sten {the customer did not elaborate upon request). He then provided the same
umber and in return he received a text word in a form of a "f* word. He felt that]
' was uncalled for.

06/07/06

Apologized to the customer for the inconvenience this may ha
assured him that this would be forwarded to appropriate supen
up. No follow up necessary. Team Leader met with agent who ¢
call. Discussed the importance of superior customer service. A

-
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